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> L rary Patron Feedback on Montana Public Computer Centers
Fact Sheet

Background
Over 200 library patrons participated in a voluntary, anonymous, online survey to assist public libraries with improving
the patron-Internet experience. In an effort to learn more about how patrons address their information needs through
the use of public computers, Montana State Library hosted the online survey for 60 days; each question in the survey
was optional. The survey was an opt-in activity and was promoted by using a combination of pop-up windows on public
access computers as well as hyperlinks on public library websites asking patrons if they would like to answer questions
about their computer experience. 253 patrons participated.
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Patrons reported using public computers in nine specific
libraries. Forty-three respondents did not identify their
primary public library and are represented as “unknown.”
The greatest number of patron responses came from
Parmly Billings Library, followed by Bozeman Public Library.
Libraries in smaller communities such as Ronan, Eureka,
Libby, and Troy were also represented.
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Patron Satisfaction

Patrons are generally very pleased with technical support from library staff, browsing speeds, wait times and available
programs. Approximately 70% of patrons rate all services as “better than average” or “great.” That being said, several
patrons gave suggestions on how services could be improved, including: designation of a quiet area, more space in
cubicles for paperwork, smaller headphones for children, extended time limits, expanded time limits when there is no
one waiting, ability to go to any website without filtering, expanding library and computer center hours, more
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instructional classes, allowing booting from a USB drive, offering more plug-ins for laptops and devices, and devoting
some computers for 10 minute use without requiring sign-up and reservation.

Figure Three: Patron satisfaction with perfrmance and services
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Training Needs and Interest

While many patrons are able to receive one-on-one technical assistance from library
staff, survey results indicate several training topics patrons would like the library to
host. Those include workshops on: spreadsheets, photo editing and management,
online education resources, genealogy research, word processing, computer basics,
Internet searching and safety, presentation tools, job-searching tools, and on-line
video-conferencing.

Figure Four: Percent of patrons interested in training by topic
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For more information on activities sponsored by the Montana State Library
to improve Internet access at public libraries, visit www.msl.mt.gov/btop.
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